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The views and opinions presented in this educational program and any 
accompanying handout material are those of the speakers, and do not 
necessarily represent the views or opinions of NADA. The speakers are not 
NADA representatives, and their presence on the program is not a NADA 
endorsement or sponsorship of the speaker or the speaker’s company, 
product, or services.
Nothing that is presented during this educational program is intended as 
legal advice, and this program may not address all federal, state, or local 
regulatory or other legal issues raised by the subject matter it addresses. The 
purpose of the program is to help dealers improve the effectiveness of their 
business practices. The information presented is also not intended to urge or 
suggest that dealers adopt any specific practices or policies for their 
dealerships, nor is it intended to encourage concerted action among 
competitors or any other action on the part of dealers that would in any 
manner fix or stabilize the price or any element of the price of any good or 
service.
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Why Me?
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Social Awesomeness
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2015 Social Trends Study: Facebook Matters
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2015 Social Trends Study: FB Ads are Legit

51% of car buyers [up from 46% in 2014] and 40% of 
service customers say they have seen an ad for a local car 
dealership on Facebook.

66% of car buyers have clicked on a FB  ad on a mobile 
device [Up from 33% in 2014]

53% of service customers have clicked on a FB ad on a 
mobile device
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2015 Social Trends Study: Reviews Matter

81% of car buyers and 83% of service customers surveyed said online 
review sites helped in their dealership selection process
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How this will go down….
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HAPPY NADA 
ATTENDEES

• I ask question

• I throw catchbox

• You catch it

• You talk

• You throw catchbox
back to me or to 
next person

catch
box
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#SODUMB:

• What do you think some mistakes will be?

• Do you think your team is doing any? 

9

Not participating….

Write your guesses on 
page 6 of your handout
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#SODUMB: GENERAL
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#SODUMB: Not having a social media policy

#SOSMART: Social media is public and can be detrimental to 
your company – protect yourself.  Set up rules of 
engagement for public sites that all employees sign.  
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#SODUMB: Social redirects on website

#SOSMART: Kill the links. Show off your social chops or don’t mention it at all. 

And WORSE if BROKEN link or dead page!
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#SODUMB: Only one person handles social

#SOSMART: ALL departments need to be in the social loop and 
ALL employees encouraged to “participate” in approved ways



#NADA2016

14

#SODUMB: SOCIAL 
NETWORKS
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#SODUMB: Inappropriate or old content

#SOSMART: Common sense. If it doesn’t 
help, don’t post it. If it’s old, update it. 
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#SODUMB: Failing to proofread content

#SOSMART: It only takes a minute. 
Proof it. Google it.
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#SODUMB: Auto-sharing content

#SOSMART: If you’re going to be on Twitter – CREATE CONTENT FOR 
TWITTER! It’s indexed by Google - don’t waste that! 
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#SODUMB: Fuzzy or wrong size imagery

#SOSMART: Don’t reuse imagery where it doesn’t fit or looks bad. Just because 
you like a picture, doesn’t mean it should be your cover image or profile graphic. 



#NADA2016

19

#SODUMB: Broken Apps

#SOSMART: If you have apps connected to Facebook –
check them! If they are broken, turn them off stat!
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Group pages#SODUMB:

#SOSMART: With Facebook 
turning towards search (again) 
and a focus on local search, 
you can’t afford to not have 
individual Facebook pages for 
each location so customers can 
map, click to call, check-in, and 
leave a review at the right 
location. 
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Rogue pages#SODUMB:

#SOSMART: Check all sites for rogue/duplicate pages. Do whatever you can to get 
them taken down. Make sure your social policy includes that employees can’t 
create their own site with your business name!
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Updating from mobile device#SODUMB:

#SOSMART: Limit access to your 
social sites, don’t let employees 
or agencies use tools like 
hootsuite with their own accounts 
and your business accounts. 
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Failure to respond#SODUMB:

#SOSMART: Don’t waste leads and 
opportunities to show you care – RESPOND 
on social sites or GET OFF THEM!  Lack of 
response is worse than no site at all. 
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#SODUMB: SOCIAL 
ADVERTISING



#NADA2016

25

Ad fatigue – same ol’, same ol’#SODUMB:

#SOSMART: Get more leads by keeping your ads fresh – change the call to 
action, change your imagery, change your copy.  No one wants stale ads. 

More leads in a 30 day period than the 
stale ad generated in an entire year
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Using auto-boost post promotion#SODUMB:

#SOSMART: Use 
post promotion to 
promote your 
business and drive 
meaningful results. 
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Not targeting ad audience#SODUMB:

Geo
Within 10 Miles of 90210

Demo
Age, Gender, Income

Social
Interests, Likes, Activity

Higher 
Conversion 
Probability

Purchase Intent
Likely to Purchase within 6 mo.

Ideal Target 
Audience

#SOSMART: Get qualified engagement by targeting 
owners, in-market customers and existing customers 
with Facebook’s robust ad targeting options. 
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Not staying up on new ad types#SODUMB:

#SOSMART: New ad  formats are created to help 
INCREASE conversion – keep up and use them!

FB Mobile Lead Gen ads get 3 to 4 times the number of 
leads a landing page or dealership website get from 
Facebook Ads due to their seamless user experience
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FB video ad having YouTube link#SODUMB:

#SOSMART: Online video ads have higher retention rate than 
traditional video – use them correctly and see the benefits!

Native video auto-plays and has 
cleaner look resulting in MORE clicks 

and more conversions.

No need for link and a shared YouTube 
video has lower video views
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Dark posts get comments?!#SODUMB:

#SOSMART: If you are running ads, get a plan to check for 
comments either in-house or with your agency

Sold $105K Jeep because of 
response to dark post comment!
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Failure to properly track ads#SODUMB:

Facebook conversion pixels can track website leads in your FB ads 
manager and can build custom website audiences

#SOSMART: Understand how campaigns are performing and build custom 
audiences by using site-specific pixels and tagging your redirect links with 
Google’s UTM tags so they show in your Google Analytics properly
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Not doing Facebook Ads#SODUMBBONUS:

#SOSMART: Learn about social advertising and 
how to create strong campaigns and start NOW!

Source: Facebook 
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#SODUMB: REPUTATION
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Getting “into the weeds”#SODUMB:

#SOSMART: Take it offline – it’s not about this one customer and “proving your 
point” – it’s about all the other customers who read your response. Don’t look 
defensive and petulant it could go viral – and not in the good way.
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Only responding to the bad#SODUMB:

#SOSMART: If you’re responding to any, respond to all. 
Otherwise, you have perception of only responding to squeaky 
wheel. And responding to every 3rd positive is just as bad! 
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$250 towards your next visit#SODUMB:

Don’t need to get into details on remedy in business 
response – don’t create a culture of the only way to 

get anything is by leaving a public review

#SOSMART: If you are truly going to correct the situation, let the customer 
know and ask them to reach out or say you are reaching out and then do so. 
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I’ll pay you to take down review#SODUMB:

#SOSMART: Be proactive and HANDLE what 
the customer is upset about and prove to the 
customer you really do care about service 
and then you may have earned the right to 
ask the customer to update their review. 
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Yelp is evil, so we ignore it#SODUMB:

Huge discrepancy between top two 
sites with Yelp blatantly being ignored 

and full focus on Google

#SOSMART: Pay attention to Yelp and get more reviews by 
encouraging check-ins with offers and having in-store signage

Apple isn’t ignoring 
Yelp. Why are you?!



#NADA2016

39

5-star rating, guaranteed!#SODUMB:

#SOSMART: If it sounds too good to be true, it is. 
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At least 0 reviews isn’t a 1 star!#SODUMB:

#SOSMART: Have a plan to get reviews across the top sites to 
get a solid score – goal is at least 10+ reviews per site
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Violating site terms and the FTC!#SODUMB:

#SOSMART: Be consistent with review encouragement and 
don’t pay for reviews no matter WHAT the currency! 

This is illegal!!

Don’t jump into action to get new 
reviews the second you get a bad one

Don’t create fake customers to write 
reviews about your business – or hire 

a company that does this
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#SODUMB: DIRECTORIES
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Parking garage?! Closed down?#SODUMB:

#SOSMART: Claim and update your listings with correct information 
including CATEGORY and when applicable photos of your dealership.
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OEM URL instead of YOUR URL#SODUMB:

#SOSMART: Don’t risk losing business – make sure directory 
sites are listing to YOUR dealership’s URL – not the OEM!
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Not checking sites regularly#SODUMB:

#SOSMART: Schedule a quarterly review of your top sites to search for 
duplicates, confirm contact information and all links working properly

Duplicate sites can just appear 
from nowhere – especially 
when OEMs get involved

Thanks Google updates!  
Took weeks to correct!
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#SODUMB: NEVERMORE!



#NADA2016

47

Make a plan to identify mistakes#SOSMART:

Each mistake has a red box next to it. As you identify 
those your dealership is doing, check off the box and 

write out any notes below.
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Pick top 10 to fix#SOSMART:

Write out your top 10 on page 20 of the handout, assign who from 
team will be responsible and then give a due date. Once due date 

arrives, revisit and confirm correction and start again. 

Pro Tip: Make a few copies of this page when it’s blank so you 
can use if your dealership has MORE than 10 issues to correct,
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In-house vs. Outsource#SOSMART:

• Lack of subject matter expertise 
can lead to slower ramp time and 
mistakes

• Better use of time and resources?
• Single point of failure
• Cross-training and documentation 

a must
• Easy access to imagery and content

• Subject matter expertise
• Main focus
• No competing priorities
• No transfer of knowledge issues
• Reliant on dealership for custom 

imagery and some custom content
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Questions
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Please visit the NADA Pavilion in 
the Expo Hall for information on 
accessing electronic versions of 

this presentation and the 
accompanying handout 

materials, and to order the 
workshop video recording.
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